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ABSTRACT 
 
The problem of this research was Turnover intention is a factor of discomfort experienced 
agent in a company. Turnover intention needs to get serious attention to the organization 
especially to leadership or manager so can applying force leadership proper and improve job 
satisfaction to reduce job stress in the company. The purpose of this research was the effect of 
leadership style and job satisfaction toward Turnover intention throught job stress at 
customer service (frontline) PT Tiki Jalur Nugraha Ekakurir (JNE), Tomang Jakarta. The 
methodology of this research was testing hypothesis. The data used were primary data 
collected from questionaire. The samples consisted of 164customer service (frontline)PT Tiki 
Jalur Nugraha Ekakurir (JNE), which were determined through purposive sampling method. 
The data were analyzed through Structural Equation Model (SEM) of AMOS version 23.0for 
Windows. The results of the study showed that there have been negative effect and significant 
between leadership style and job satisfaction toward Turnover intention throught job stress. 
The role of job stress very dominant as a mediator the influence of leadership style and job 
satisfaction toward Turnover intention. Implication of this research is expected to managers 
can increase the determinants job stress itself for example by raising job satisfaction (salary, 
reward, job promotion) and applying force leadership proper and able to adjust with all the 
work situation. 
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INTRODUCTION 
 
Rapid environmental changes require organizations to respond to changes that occur to 
remain in global competition. Organizations often change the structure and shape of their 
organizations so that organizations can respond to changes that occur and must be more 
flexible to adjust in an increasingly competitive competitive environment that is 
determined by resources that have high capabilities and skills (knowledge assets) that 
make the organization have a competitive advantage so that it can win the competition. 
Customer Service (CS) is all forms of activities carried out with the aim to provide 
satisfaction to customers through the services provided by the company to its customers in 
solving problems satisfactorily (Ramli, 2012b; Ramli, 2016a). Customer service is the front 
line of a company, the task of customer service is to provide services, accept all forms of 
complaints and foster good relations with customers (Ramli & Sjahruddin, 2015). 
One example of the problem is Turnover, this problem is a problem that is commonly 
encountered in every company. A high turnover rate will have a negative impact on the 
company and disrupt the company's operations due to the loss of trained and experienced 
employees, but turnover can also have an impact positive including eliminating employees 
who work less well or not in accordance with company goals or in accordance with 
company criteria. 
PT Tiki Jalur Nugraha Ekakurir (JNE), which is engaged in shipping services which has now 
been established for more than 26 years, with more than 1,000 service points and has a 
number of employees of more than 12,000 people throughout Indonesia. With the needs of 
PT Tiki Jalur Nugraha Ekakurir (JNE) for such great human resources, the company must 
be able to manage human resources well. Management of good human resources is one of 
the mandatory factors that must be owned by a company to achieve company goals (Ramli, 
2010). 
 
 
 
 
 
 
 
Business and Entrepreneurial Review                 Sri Mulyani dan Hendra Gunawan  35 
  
LITERATURE REVIEW 
Leadership Style 
The aim of leadership is to get positive results as expected as quoted in Kalu (2010), 
several studies such as Avolio et al (2004) and Bass et al (2003) that expected positive 
results are job satisfaction, effectiveness and extra effort. 
Understanding leadership in the opinion of experts: (1). Kreitner and Kinicki (2010) define 
leadership as a process by which individuals influence others to achieve common goals, (2). 
Robbins and Judge (2015) defines leadership as an ability to influence a Organizations need 
strong leadership for optimal effectiveness (Ramli, 2012a; Ramli, 2013). In today's dynamic 
world, leaders need to face the status quo, create a vision for the future and inspire 
organizational members to achieve the vision of the organization (Robbins and Judge, 
2015; Ramli, 2016b). 
 
Job Satisfaction 
According to Hasibuan (2007) work is a number of physical and mental activities carried 
out by someone to do a job. 
According to Sutrisno (2010) in his book Human Resource Management expressed the 
opinion of Yulk and Wexley, that job satisfaction is part of a person's feelings for his work. 
According to the definition of Greenberg and Baron (2003) where job satisfaction reflects 
individual awareness, pleasure, and the reaction of individual judgment on his work. 
According to Colquitt, Lepine, Wesson (2009) job satisfaction has a strong positive 
relationship on organizational commitment or affective commitment, so employee 
satisfaction will make employees choose to stay or work in the organization and 
automatically job satisfaction will negatively affect Turnover employees. 
 
Job Stress 
According to Mangkunegara (2011) mentions work stress is a feeling of pressure 
experienced by employees in the face of work. 
While Ross and Altmaier (1994) stated that work stress is an accumulation of a number of 
sources of stress, namely work situations that are considered stressful for most people. 
Furthermore, it is mentioned that work stress is an interaction between a number of work 
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conditions with characteristics possessed by workers where job demands exceed the 
ability of workers. 
According to Greenberg and Baron (2003), defining stress as a pattern of emotional states 
and physiological reactions that arise as a response to demands originating from inside and 
outside the organization. While Boswell (1992) defines stress as an element in work 
situations that have the potential to have a negative impact because it is detrimental and 
painful. 
Rice (1999) defines work stress on aspects of work that apply threats to workers. This 
threat can be in the form of excessive work demands, insufficient resources to meet 
workers' needs, and the possibility of loss. According to Greenberg and Baron (2003), 
defining stress as a pattern of emotional states and physiological reactions that arise as a 
response to demands originating from within and from outside the organization. 
 
Turnover Intention 
Some researchers have suggested that having the intention to leave is the best predictor for 
turnover. This statement is reinforced by Steel and Ovale (1984) in Smither (1998) who 
found that having the intention to leave work predicts turnover better than expressing 
feelings towards work. 
Zeffane (1994) interpreted intention as an intention or desire that arises in individuals 
who do something. Then intention according to Fishbein and Ajzen (1975) as a subjective 
possibility of someone who involves a relationship between himself and a particular act. He 
further explained that the formation of intentions in a person is bound to a certain 
behavior. 
 
Review Previous Research Results 
Effect of Leadership Style on Job Stress 
In a research conducted by Chieh-Peng Lin, Min-Ling Liu in 2017 to employees in the 
banking industry in Taiwan showed that ethical leadership style and Corporate Social 
Responsibility (CSR) had a critical influence on turnover intention which was mediated 
through work engaged and burnout. Ethical leadership style has a negative relationship 
with burnout, and burnout has a positive relationship with turover intention. 
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Effect of Job Satisfiction on Job Stress 
According to Wei (Amy) and Foreman's research in 2009 conducted on employees at JGM, 
one of the market leaders in the field of fashion retail in China showed that there was a 
negative relationship between job satisfaction and employee turnover. That is, the higher 
the job satisfaction of the employee, the lower the Turnover Intention will be. 
 
 
Effect of Job Stress on Turnover Intention 
In a research conducted by Chiu et al. (2005) on professional employees in the 
metropolitan hospital Teipei in Taiwan, the results of work stress negatively affected 
Turnover intention. But job satisfaction and organizational commitment can reduce the 
level of Turnover in an organization 
 
The Effect of Leadership Style, Job Satisfaction, through Job Stress on Turnover 
Intention 
Some researchers have suggested Widyantara (2015) in the results of his research Jobs 
satisfaction has a significant and negative effect on Turnover Intention with the object of 
research. All expatriates in five-star hotels in Nusa Dua, Bali are 66 people. 
Iqbal (2014) in the Job Satisfaction study on Turnover Intention has a negative and 
significant influence, the Organizational Commitment to Turnover Intention has a negative 
and significant influence, Job Stress and Turnover Intention have a positive relationship in 
the object of research People from different Institution of Bahawalpur 
Yücel (2012) in the study of Job Satisfaction and Organizational Commitment has a 
relationship with Turnover Intention with the object of research 250 Employees of a 
Turkish Manufacturing Company. 
 
Framework 
The mindset is based on conclusions and theoretical studies and studies of previous 
research that are relevant to the formulation of the problem, which can be formulated into 
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a hypothesis. As we know, the role of Human Resources for success in a company is very 
important. 
The following can be described the framework used as the rationale in this study. The 
framework is the rationale for carrying out the analysis in this research. 
 
Picture 1: Framework Conceptual 
 
 
 
 
 
 
 
 
 
In the picture above can be seen there are two Independent Variables namely Leadership 
Style and Job Satisfaction, one Intervening Variable which is Job Stress and one Dependent 
Variable namely Turnover Intention. 
 
Formulation of the hypothesis 
Based on the theoretical foundation and framework of the above, the hypothesis in this 
study is as follows: 
H1: There is a negative influence between leadership style on the stress of PT Tiki Jalur 
Nugraha Ekakurir (JNE) customer service (frontline) work. 
H2: There is a negative influence between job satisfaction on the stress of PT Tiki Jalur 
Nugraha Ekakurir (JNE) customer service (frontline) work. 
H3: There is a positive influence between work stress on Turnoverintention customer service 
(frontline) of PT Tiki Jalur Nugraha Ekakurir (JNE). 
H4: There is a negative influence between the leadership style on Turnoverintention customer 
service (frontline) of PT Tiki Jalur Nugraha Ekakurir (JNE). 
H2 
H4 
H5 
Leadership Style 
 
 
Job Satisfaction 
 
Job Stress  
Turnover 
Intention 
- Trasformasional 
- Transaksional 
- Laizes freire 
H1 
H3 
H4 
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H5: There is a negative influence between job satisfaction on Turnoverintention customer 
service (frontline) PT Tiki Jalur Nugraha Ekakurir. 
 
RESEARCH METHODS 
 
The research design that will be used in this study is quantitative research design, with a 
survey method. According to Sugiyono (2013) the survey method was used to obtain data 
from certain natural (not artificial) places, but the researchers treated the data collection, 
the results of distributing questionnaires. 
This study aims to reveal, understand and test hypotheses on the influence of the quality of 
relationships between variables. The independent variable "independent variable" is the 
leadership style and job satisfaction and the independent variable "independent variable" 
this research is Turnover intention while the intermediary variable "intervention variable" 
is job stress. 
The population is a combination of all elements that have a similar set of characteristics 
that cover the universe for the sake of research problems (Malhotra, 2010). Basically the 
population is the overall object of research or research objectives. The population in this 
study is all Customer Service Employees at PT Tiki Jalur Nugraha Ekakurir (JNE) especially 
frontline employees who work at JNE Tomang 11 Headquarters as many as 164 people. 
 
Testing of Research Instruments 
The first step before the questionnaire is distributed and used to measure the object of 
research, researchers first test the validity and reliability of all research variables. Testing 
validity is for the accuracy of an instrument in measurement. While reliability testing is to 
determine the consistency of the measuring instrument, whether the measuring 
instrument is used reliable and remain consistent if the measurement is repeated. 
 
Validity test 
According to Ghozali (2011) the vallidity test is used to measure the validity of a 
questionnaire. The questionnaire is valid if the question in the questionnaire is able to 
express what is measured in the questionnaire. This validity test aims to test the accuracy 
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and accuracy of a measurement instrument in performing its measuring function, so the 
data obtained is in accordance with the purpose of the measurement (Sugiyono 2013). 
Test the validity used in this study by using the Confirmatory Factor Analysis / CFA 
method. General guidelines to find out whether or not each item is valid, namely by looking 
at the loading factor. The limit of the number of validity depends on the number of samples 
used, if the sample is 164 respondents then the loading factor must be as big as ≥ 0.45 to 
say that it is valid (Hairet al, 2010). The basic decision-making validity test is as follows: 
a. If the factor loading ≥ 0.45 then the statement item is considered valid. 
b. If the factor loading is < 0.45, the item statement is considered invalid. 
The results of testing the validity for leadership style variables can be presented in the 
following tables: 
Table 1: Validity Test Results Variable Leadership Style 
No Statement item 
Factor 
Loading 
(>0,45) 
Decision 
1 
My immediate boss acts by raising respect and 
respect. 
0,761 Valid 
2 
My immediate supervisor explained the 
importance of having a strong awareness of a 
goal / vision. 
0,751 Valid 
3 
My immediate boss spoke enthusiastically 
about what work I should finish. 
0,807 Valid 
4 
My direct supervisor uses a different 
perspective when solving various problems. 
0,711 Valid 
5 
My direct supervisor helps me to develop my 
strengths / strengths. 
0,768 Valid 
6 
My boss gives rewards (both material / non-
material) when I finish my work well. 0,720 Valid 
7 
My boss is very involved in procedural aspects 
and is always present to oversee my work so 
that it complies with the company's standard / 
SOP. 
0,804 Valid 
8 
My boss gives clear instructions or instructions 
about my work and responsibilities. 
0,794 Valid 
9 
My boss gives clarity to what I can get if I work 
according to expectations and what happens if I 
don't work well. 
0,777 Valid 
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No Statement item 
Factor 
Loading 
(>0,45) 
Decision 
10 
My boss is not directly involved in what I do 
and gives me as much authority as possible to 
make decisions regarding my work 
0,755 Valid 
11 
My boss handed over decision making to lower-
ranking leadership officials. 
0,715 Valid 
12 
My boss gives me the opportunity to think and 
act innovative and creative 
0,767 Valid 
Source: Processed with Amos 23.0 
Table 1 above explains the results of the validity of the Leadership Style variable measured 
from the dimensions of transformational leadership, transactional, laissez faire, which have 
12 item statements. From the overall item statement obtained a factor loading value of 
more than 0.45 (> 0.45), it is declared valid (Hair et al, 2010). Thus, 12 (twelve) statement 
items in the Leadership Style variable are reliable and can be used for the next step. 
 
Table 2:Variable Validity Test Results Job Satisfaction 
No Statement item 
Factor 
Loading 
(>0,45) 
Decision 
1 
I am satisfied with the salary that I receive every 
month. 
0,744 Valid 
2 
I am satisfied with the benefits I receive beyond 
the basic salary I receive each month. 
0,866 Valid 
3 
The company opens opportunities for employees 
to develop their careers in other divisions / 
departments. 
0,759 Valid 
4 
Promotion / transfer of employees is carried out 
in an open, fair and competent manner 
(objective). 
0,749 Valid 
5 My boss is very competent in their field. 0,747 Valid 
6 My boss treats his subordinates equally 0,874 Valid 
7 
My boss wants to accept opinions and input from 
subordinates. 
0,821 Valid 
8 
My boss is very polite and has a good 
relationship with each of his subordinates. 
0,773 Valid 
9 
My coworkers can help when I have trouble 
completing work. 
0,679 Valid 
10 
I feel comfortable in my current work 
environment 
0,695 Valid 
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No Statement item 
Factor 
Loading 
(>0,45) 
Decision 
11 
My current job is very challenging and requires 
special skills 
0,787 
Valid 
12 My current job is boring 0,270 Not Valid 
13 I like my current job 0,703 Valid 
Source: Processed with Amos 23.0 
Table 2 above explains the results of the test validity of Job Satisfaction variables measured 
from the dimensions of Pay, Promotion, Supervision, Co-workers and Work itself which 
have 13 item statements. Of the overall statement items there is 1 (one) item statement 
(item no. 12) has a factor loading value of less than 0.45 (<0.45) so it is concluded that it is 
invalid (fall). While the remaining 12 (twelve) statement items obtained factor loading 
values greater than 0.45 (> 0.45), then declared valid (Hair et al, 2010). Thus, 12 (twelve) 
statement items in the Job Satisfaction variable are reliable and can be used for the next 
step. 
 
Table 3: Validity Test Results of Job Stress 
No Statement item 
Factor 
Loading 
(>0,45) 
Decision 
1 
I can complete my work according to the target 
set by the company 
0,845 Valid 
2 I do not understand the tasks and work 0,741 Valid 
3 
I consider that the work I do requires more 
employees 
0,787 Valid 
4 I feel tired of the shifting work schedule 0,787 Valid 
5 
The work that I do requires skill and skillful 
knowledge in order to reach the specified 
target 
0,615 Valid 
6 
My current job has a great risk and effect for 
the company 
0,691 Valid 
7 
My relationship with my family at home was 
not good due to the pressure of work in the 
office 
0,839 Valid 
8 
The company gives permission when a family 
is sick / dies 
0,753 Valid 
9 
My current job, makes me to do activities 
outside the office 
0,822 Valid 
10 My current job, makes me have more time for 0,682 Valid 
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No Statement item 
Factor 
Loading 
(>0,45) 
Decision 
my family 
11 
The company gives permission when there are 
family events (married families / family 
vacations) 
0,797 Valid 
         Source: Processed with Amos 23.0 
Table 3 above explains the results of the validity test of work stress variables measured 
from the dimensions of work stress stressors, work challenge stressors, Nonwork 
Hindrance stressors, and Nonwork challenge stressors using 11 statement items. From the 
overall item statement obtained a factor loading value of more than 0.45 (> 0.45) so that it 
is concluded valid (Hair et al, 2010) and overall statement items in the Job Stress variable 
can be relied upon and can be used for the next step. 
 
Table 4:Test Results for Turnover Intention Validity 
No Statement item 
Factor 
Loading 
(>0,45) 
Decision 
1 
I am satisfied with what I got from my current 
job 
0,250 Not Valid 
2 I often have thoughts of leaving my current job 0,687 Valid 
3 
I have the desire to move to another department 
/ division in one company 
0,826 Valid 
4 
I have the desire to find other jobs outside the 
company in the near future 
0,672 Valid 
5 
If I find an alternative job elsewhere, I have the 
desire to leave my current job. 
0,494 Valid 
Source: Processed with Amos 23.0 
Table 4 above explains the results of the Turnover Intention variable validity test measured 
using 5 item statements. Of the overall statement items there is 1 (one) statement item 
(item no. 1) having a factor loading value of less than 0.45 (<0.45) so it is concluded that it 
is invalid (fall). While the remaining 4 (four) statement items obtained factor loading 
values greater than 0.45 (> 0.45), then declared valid (Hair et al, 2010). Thus, the four 
statement items in the Turnover Intention variable are reliable and can be used for the next 
step. 
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Reliability Test 
Reliability test is a tool used to measure a questionnaire which is an indicator of a variable. 
A questionnaire is said to be reliable or reliable if someone's answer to a question is 
consistent or stable over time (Ghozali, 2011). Filling reliability using SPSS 23 software, 
giving facility to measure reliability with the Cronbrach Alpha statistical test. A variable is 
said to be reliable if it gives Cronbrach's Alpha value > 0.6 (Ghozali, 2011). 
 
Table 5: Interpretation of Cronbach Aplha Values (α) 
 
Internal coefficient Relationship Level 
0,00 – 0,199 Very low 
0,20 – 0,399 Low 
0,40 – 0,599 Is being 
0,60 – 0,799 Strong 
0,80 – 1,000 Very strong 
 
Basic decision making for data reliability: 
a. If r Alpha (Cronbach's Alpha) is positive, and r Alpha ≥ 0.6, then the item is reliable. 
b. If r Alpha (Cronbach's Alpha) is negative, and r Alpha < 0.6, then the item is not 
reliable. 
The results of reliability testing for each variable in this study can be displayed in the table 
below. 
 
Table 6:Reliability Test Results 
 
Variable 
total 
Item 
Cronbach Alpha 
(>0,6) 
Decision 
Leadership Style 12 0,942 Very Relible 
Job satisfaction 12 0,945 Very Relible 
Job stress 11 0,938 Very Relible 
Turnover Intention 4 0,766 Very Relible 
    Source: Processed with SPSS 23.0 
Based on the table above, the Cronbach's Alpha coefficient for each variable in the study is 
greater than 0.60 where the value ranges from 0.766 to 0.945. By referring to the level of 
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Cronbach's Alpha, the respondent's answers to the statements used in the study can be 
concluded to be very flexible. This means that if the statement items in each construct are 
used to measure the same variable will produce results that are relatively consistent or 
accurate. 
 
RESULT AND DISCUSSION 
 
After testing the suitability of the model in table 7 and found that the model in figure 3 can 
be said to be suitable so that it can be continued to test the hypothesis. In accordance with 
the hypothesis formulated above, the test results are obtained as follows: 
Table 7:Hypothesis Testing Results 
Hipotesis 
Koefisien 
Estimasi 
(β) 
p-value 
(<0,05) 
Conclusion 
H1 Leadership Style  Job Stress -0,343 0,035* 
H1 
Supported 
H2 Job satisfaction Job Stress -0,411 0,016* 
H2 
Supported 
H3 Job StressTurnover Intention 0,781 0,000 
H3 
Supported 
H4 Leadership Style Turnover Intention -0,595 0,000 
H4 
Supported 
H5 Job satisfaction Turnover Intention -0,369 0,012* 
H5 
Supported 
Source: Primary data is processed with AMOS * (one-tailed, so the significance value is divided by 2) 
 
Hypothesis 1 
The null hypothesis (H0) and the alternative hypothesis (H1) to be tested are formulated as 
follows: 
Ho:There is no negative influence between leadership style on the stress of customer service 
(frontline) work PT Tiki Jalur Nugraha Ekakurir (JNE) 
H1:There is a negative influence between leadership styles on the stress of customer 
service (frontline) work PT Tiki Jalur Nugraha Ekakurir (JNE) 
In testing the first hypothesis, it is known that p-value 0.035 < alpha 0.05 with a coefficient 
of -0.334. Then H1 is accepted (supported), meaning that there is a negative and significant 
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effect between the leadership style on the stress of PT Tiki Jalur Nugraha Ekakurir (JNE) 
customer service (frontline) work. 
This influence is negative, which means that the better the respondent's perception of the 
leadership style possessed by a boss, the lower the level of work stress that the employee 
feels. 
 
Hypothesis 2 
The null hypothesis (H0) and the alternative hypothesis (H2) to be tested are formulated as 
follows: 
Ho:There is no negative influence between job satisfaction on the work stress of customer 
service (frontline) PT Tiki Jalur Nugraha Ekakurir (JNE) 
H2:There is a negative influence between job satisfaction on the stress of customer service 
(frontline) work PT Tiki Jalur Nugraha Ekakurir (JNE) 
In testing the second hypothesis, it is known that p-value 0.016 < alpha 0.05 with a 
coefficient of -0.411. Then H2 is accepted (supported), meaning that there is a negative and 
significant influence between job satisfaction on the stress of the customer service 
(frontline) work of PT Tiki Jalur Nugraha Ekakurir (JNE). 
This influence is negative, which means that the higher the job satisfaction perceived by 
employees, the lower the level of work stress felt by employees. 
 
Hypothesis 3 
The null (Ho) hypothesis and alternative hypothesis (H3) to be tested are formulated as 
follows: 
Ho:There is no positive influence between work stress on Turnoverintention customer service 
(frontline) PT Tiki Jalur Nugraha Ekakurir (JNE). 
H3:There is a positive influence between work stress on Turnoverintention customer service 
(frontline) of PT Tiki Jalur Nugraha Ekakurir (JNE). 
In testing hypothesis 3, it is known that p-value 0,000 < alpha 0.05 with a coefficient of 
0.781. Then H3 is accepted (supported), meaning that there is a positive and significant 
influence between work stress on Turnoverintention customer service (frontline) of PT 
Tiki Jalur Nugraha Ekakurir (JNE). 
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This influence is positive, which means that the lower the level of work stress the employee 
feels, the lower the employee's desire to leave the company. 
 
Hypothesis 4 
The null hypothesis (H0) and the alternative hypothesis (H4) to be tested are formulated as 
follows: 
Ho:There is no negative influence between leadership style on Turnoverintention customer 
service (frontline) PT Tiki Jalur Nugraha Ekakurir (JNE) 
H4:There is a negative influence between leadership style on Turnoverintention customer 
service (frontline) PT Tiki Jalur Nugraha Ekakurir (JNE) 
In testing hypothesis 4, it is known that p-value 0,000 < alpha 0,05 with a coefficient value 
of -0,595. Then H4 is accepted (supported), meaning that there is a negative and significant 
influence on the leadership style of Turnoverintention customer service (frontline) of PT 
Tiki Jalur Nugraha Ekakurir (JNE). 
This influence is negative, which means that the better the respondent's perception of the 
leadership style possessed by a boss, the lower the employee's desire to leave the company. 
 
Hypothesis 5 
The null hypothesis (H0) and the alternative hypothesis (H5) to be tested are formulated as 
follows: 
Ho:There is no negative influence between job satisfaction on the intention of 
Turnovercustomer service (frontline) PT Tiki Jalur Nugraha Ekakurir (JNE) 
H5:There is a negative influence between job satisfaction on the intention of 
Turnovercustomer service (frontline) PT Tiki Jalur Nugraha Ekakurir (JNE) 
In testing hypothesis 5, it is known that p-value 0.012 < alpha 0.05 with a coefficient of -
0.396. Then H5 is accepted (supported), meaning that there is a negative and significant 
effect between job satisfaction on Turnover intentioncustomer service (frontline) of PT 
Tiki Jalur Nugraha Ekakurir (JNE). 
This influence is negative, which means that the higher the job satisfaction felt by the 
employee, the lower the level of employee desire to leave the company. 
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Discussion of Research Results 
Effect of Leadership Style on Job Stress 
The results of the first hypothesis concluded that there was a negative and significant 
influence between the leadership style on the stress of the customer service (frontline) 
work of PT Tiki Jalur Nugraha Ekakurir (JNE). This influence is negative, which means that 
the better the respondent's perception of the leadership style possessed by a boss, the 
lower level of job stress that the employee feels. 
 
Effect of Job Satisfaction on Job Stress 
The results of the second hypothesis concluded that there was a negative and significant 
effect between job satisfaction on the stress of the customer service (frontline) work of PT 
Tiki Jalur Nugraha Ekakurir (JNE). This influence is negative, which means that the higher 
the job satisfaction perceived by employees, the lower level of job stress felt by employees. 
 
Effect of Job Stress on Turnover Intention 
The results of testing the third hypothesis, concluded that there is a positive and significant 
influence between work stress on Turnoverintention customer service (frontline) of PT. 
Tiki Jalur Nugraha Ekakurir (JNE). This influence is positive in nature, which means that 
the lower the level of work stress the employee feels, the lower the employee's desire to 
leave the company. 
 
Effect of Leadership Style on Turnover Intention 
The results of testing the fourth hypothesis, it was concluded that there was a negative 
effect of leadership style on the intention of PT Tiki Jalur Nugraha Ekakurir (JNE) 
Turnovercustomer service (frontline). low desire of employees to leave the company. 
 
Effect of Job Satisfaction on Turnover Intention 
The results of testing the last hypothesis, it was concluded that there was a negative and 
significant influence between job satisfaction on the intention of PT Tiki Jalur Nugraha 
Ekakurir (JNE) Turnovercustomer service (frontline). The level of desire of employees to 
leave the company is getting lower. 
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CONCLUSION 
 
Based on the description of the results of the hypothesis testing in the previous chapter, it 
can be concluded that there is a negative and significant influence between leadership style 
and job satisfaction on Turnover intention through work stress on the customer service 
(frontline) of PT Tiki Jalur Nugraha Ekakurir (JNE). 
The role of work stress is very dominant as a mediator of the influence of leadership style 
and job satisfaction perceived by employees on Turnover intention. This can be interpreted 
that the leadership style applied in the company is good, where the boss is able to direct 
and instruct the completion of the work clearly, with enthusiasm, and reward for 
outstanding employees, and the opportunity for each employee to think and act 
innovatively and creatively. Moreover, employees are satisfied with the salary and benefits 
received by employees each month. 
This condition further adds to the employee's positive feelings towards his boss or 
company, so that this will suppress the feeling of work stress and the desire of employees 
to leave the company. 
 
Implications 
Based on the results of the research conducted, some managerial implications that can be 
proposed are as follows: 
Regarding the leadership style variable, it is hoped that increasing the role of a good and 
effective leader will be able to create a conducive and comfortable work environment for 
employees and easily adjust to all situations. By increasing job satisfaction and respect for 
employees by developing strengths or strengths of their employees. A leader can also be a 
good role model in order to be emulated by his subordinates. This is because the 
acquisition of the mean value tends to be low, so that practitioners can improve their 
assessment in the future. 
Regarding the variable job satisfaction, managers are expected to be able to improve the 
determinants of job satisfaction itself, for example by increasing wages, promotion 
opportunities especially related to the employee's career path itself because after all, an 
employee has the desire to develop in his career. So that it can suppress the emergence of 
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work stress because of the burden of work carried out by employees and make employees 
feel at home to stay in the office. This is because the acquisition of the mean value tends to 
be low, so that practitioners can improve their assessment in the future. 
Relating to work stress variables, managers are expected to be able to increase the 
determinants of work stress itself for example by increasing job satisfaction and applying 
the right leadership style and able to adjust to all work situations. In addition, the manager 
can help reduce work stress by holding refreshments such as outings in so on. This is 
because the acquisition of the mean value tends to be low, so that practitioners can 
improve their assessment in the future. 
Related variables Turnover intention, it is important for managers to pay attention to 
Turnover intention factors. The factors discussed are increasing the organizational 
commitment of an employee by strengthening personal relationships between employees 
at the same level or between levels. The increase in turnover in a company can have a 
negative impact on the company because it creates instability in the condition of the 
workforce, decreases employee productivity, something that is not conducive to work. The 
high level of turnover will be a serious problem for the company, and it can even make the 
company frustrated when they learn that the recruitment process that has recruited 
qualified staff ultimately turns out to be futile because the recruited staff have chosen jobs 
in other companies. 
 
Suggestion 
For further research, it is expected not only to use samples in the PT Tiki Jalur Nugraha 
Ekakurir (JNE) customer service (frontline) section, but can also use other samples 
involving employees working in the field, for example: Drivers, couriers and other 
operational officers . 
Future research is expected to add other factors that can affect work stress and turnover 
intention, such as; workload factors, role conflicts, and employee mutations. 
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